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teiephone number to be anirued, produst snd festwre availebility, sad the validity of
the strest address. Typisully, (his typs of tAforsution Is guhcred frow the supportiag

sigo captares the availsbiliey pureastages R the BST aystems Ut the
CLEC waes during pro-ordering and onlesisg. Campartscn w BST resalts allow

B g.-iﬂ'l‘.ﬂiitlﬁ.;&&ag .

Maszement verage ORS Reapouss - & Tiww of Logacy Respomer) - (Dete
Mathodology: Tims of Legney Roquest))Namber of Logacy Roquests During the Reporting
The suspones isterval for wizioving pro-asdar/onier infermution from & given Jegacy is .
determined by sumeming the reqponse thmas for all regquasts (ostzacts) sybmingd to the
Jagacy dwing ths reperting peried and e dividing by the Wl mumber of Iy
'§ s >
clion! agplication o NS for BST) wlanits 3 request 10 the legacy
il‘ifﬁisitﬁ&';
Ths pumber of legacy scomsets the ruperting period thee takc fess than 2.3

Telephone Numbers (TNs), ané Customer Service Reconds (CSRs).
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Sty Recommendstion

Service Quality Messaremonts Exhibit A
- Performance Reports
SRRRANNC. _
Menprecaent When a customer calls their servies provider, they expect 10 pet infortstion

prompily
Owverview: regarding the progress on theic ceder(s). Lilwwise, whes changes must be mads, suth
. 48 10 the expoceed delivery dats, cusiomors expect thet they will be i~umediately
uotified 5o that they mey modily thais ows plsns. The arder status on.ceurements
monitee, when comgased 10 spplieahic BET raaum, that the CLEC has tumely access
*m&*nm&wwhw«wm

Measurement | . Pevoent Flow-threugh Servies s = T (Tomnl Hulier of Sl Scrvice
Methodology: . | Requests that Siow-tecvagh to the BST OS5) / (Tatal Namber of valid Service Requests
detivered 10 BST 088) X 100.

-t-lun. that mmmmnhmm
*»  Mochanteed wacking for servics requmts snd wasus) SOER error

madlt repores (33 198). tmchking fov SOER errors and flowsthrough
. ;srmmm

2. Percunt Rejected Sesvice Requesss ® £ (Totsl Number of Rejected Sevvice Roquests)
/ (Total Number of Servics Requests Received) X 100.

Definition: Puvcont Relsoied Service Recuegty is the percent of toal orders pecoived
rejected due 10 Sx2Or OF ORRiveiONS.

Mathodulogy:

e Masnal oackiug Sr 000 Sow-tuough servios requests
s Mochanized tracking for Sew-rough 2ervice requests
¢ BST rpil roport not applicable.

3. Rejout Intaeval = 2 [ (Dute and Timm of Service Reguest Rejection) - (Date and Time
of Servica Reguest Reecipt) ]/ (Nasuber of Service Requeats Rejectad in Reparting
Peried). Reguests are provided based on four (4) bowr incromends within a 24 boyr
periced, aloag with Ge pavcent promisy {iwn 34 bowrs.

Delinktion: Relect Intarxa) is the average reject tine from receipi of mavice oxder
respucyl o distribution of rejection.

Mothedalogy:
1o NesMechauizod Resslts sre basad on scten! dats from all orders.
. »  Mupchanized Resoity are basad on actusl dats e all orders from the OSS.

+__BST il epert mex aguficble

! Change refiects a clarification. The metric did not inchude the woed “valid™ in the azmerator; however,

“valid™ wes included in the desamingtor. Likewiss, Staff addad “wtal™ ia the samerator to be consistest with
the denomineor.
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Sl Recoswicndatios
Servies Quality Measusements Exhibit A
Peeforrance Reparis

4. Firm Order Confirmation Timeliness = £ | (Dmie and Time of Firm Order
Coufirmgtion) - (Dus¢ and Tume ef Service Roquest Receipt) § / (Nuswber of Service
Regquests Confirmed in Reporting Peried)

Octisition: Intecval Sor Resmen. of 2 Fium Onfer Confromsion POC Imcival) is the
sverage rapenec tiee ol recuiys of valid syvico order rajucst %o distrisution of
order confivmation. Reguits axe previdad based on femr (4) houy increments within 3
24 bour period, alimyg with the porvest prowier than 24 boars. .

o  NassMscheized Regults arc hased on actes) data from sll orders,
o Machanized Romelts xre hoged 08 actuel dats for ol arders from the OSS.

o BST retail report not applicabie.

3. Spond of Asswer i Onlexing Conter = 3 (Tolal tixne in setdnds & reach LCSC) /
(Total # of Culla) in Reporting Pariod _

Defiakies: Measurcs the svevage thme ts suth & BST reprommtative. This cax be an
imperast mesaere of sduimacy in 3 Bl eavirossrewt o svan is 5 mecheniand
mavircament where CLEC stevice represcenatives have 2 need to gpesk with their BST

peees.

Mathodology: .
e  Mechenized tracking through LOSC Antossatic Cal) Distribator.
¢  Maschaniwed tracking throngh BST ratai] cener spport gystems.
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Servies Quality Metswemants Exhidit A
Pesformance Reports
. ing Dimensions: Excleded Sitystions:
» CLEC Specific ¢ Firm Order Confirmmiion Iaterval: Iavalid
s CLEC Aggregan Service Requests, and orders received outside
J MWMW) of aormal business bours
o Sweand Regicsal Level o Pocoent Plow-through Service Requests:
e 2 )0and 3 10 Chrcuit Catepovics act avai’ wbie Rajected Service Requents
0.0 pre complation esder mode. o % Rejecied Service Roquems: Service Requests
¢  Rostlé Ras and Bun roporting colegories cunceled by he CLEC
reqaire adharenss to QBF standards. » -Sopplensents oo Manual Qrders
{ & "Other” catagury reliects service reguesis : .
which de not hevo servics ciass 0o '

popuinted.
s Disgatch, No Dispaich £ 10 snd 3 10 Clrouit
Catagaries not svailable in s pes compietion

Duin nﬁm
o Repost Month . Mosth
¢+ lmssyval for PFOC o Interval for ROC
o Rajest lnterval o Raject Intesval
e Toml samber of LSR3 s Tossl b of LSRs
¢ Toil sumber of Bivers e  Tow) smuber of Hrrore -
. Brror Velume [ Bweor Volume
* Toml sumber of Bow Uwough sesvico requests | ¢ Tolal sumber of Siow through service sequesis
s Adjostad sumber of flow through servics o Adjued muzmber of Sow through setvice
requests Togensia
2.t el Ragico " St wd Regicn
T ;
] x Dine x
Tovons « Dogiumn x
Sewnle - Duinew x
) Newnls - Bpmit) x
NS - Lags ol x
K - _—

Page 7




Exhibit A

X!X!!L

L O I B R A |

x
-
X
Pagn 8




‘sverage completion §
mmuﬂmwwuumwm
of whathey rysale sefvices or mbun@isd «»~*work alamsnts e emploved. Whas

sexvice delivery inmsrvgl of BST is messsred for comparable services, hmdnﬁm
cxm o drawn regarding whather or st CLECS hve s rossonable appertunity o
compets for cublomers. The “oader cmplction imicrval distriation™ measive mcmitors
the seliability of BST comenitments with supeci (0 committed due dates 10 assure that
CLECs can reliably quote expested duc dmew te thedr retail customer. In addition,
_ﬁn-niuuluﬁn. ummwumm

1. Average 5 G ’
ammmaauwuwm

2 o-ummnuu-- ¥ (3asvice Ordexs Compicted in “X™
days) / (Tatal Service Ovders Complered bn Réponing Pariod) X 100

The scwn) cowpietion intarval is determiged for snch onder procasssd during the
repanting period. The compistion isterval is the elapyud time Srom BST recipt of ¥
syswotically correct ceder from the CLEC 1 BST s actual order compietion dxie.
Elspouad tims for aach order (s socemuieted for cach reporting dimengion. The
sccumminted tims fr each separting disengion v theo divided by the: associated total
aumber of orders completed within the rparting period.

The diarbution of completed codem is determnined by Siest coumiing, for such specified
reperting dimension, the tial mumbers of ostlers somplvied within the: reparting
intervel and the tsterval bevwass the jepme date of coch swder and the compistion datz.
D&F cvdars where the CLEC strves a5 the agont for the end-user are inchuded in thiz
mequremens. For aach mpening dissension, the rasuiting connt of orders complated
for cach specified time perfod following the laguc dute is divided by the total nmmber of
onders complcaed with the resalting fraction expeoatied &2 & percentage.

Definition: Averags tims from imsue daie of servioe onder o actual onder compietion
date. -

= Mechmized metyic from ordering symens




syw

. o ~ - .
+» C1EC Onder Number ¢ Aveage Ovder Comtpistion [ntecval
s Opder Submiasion Date o Oudwr Completion by Intarval
¢ Ovder Schusission Time ¢  Servics Type
¢ Oader Comspletion Dete *  Astivity Type
»  Oeder Completion Time ¢  Sum Ragioo, sad MUA’
o Rervioe Type
o Anivity Type
LoSuee. Ragion asd MGAT
Ovéor Completion Interval Distriintion sad Average Campletion Svtnrval
a3 L s b Juapatompmton it
onien .
10 dcnin ) § x 3 ] n 4 ) z
W sinnin x 4 b 4 ] } x x .
[PTEN
Hdmin x a z E 3 x x X
arailiuen - sl - S . A
Oleguinh
antan
9% dnule 2 x 2 x b 3 3 X 1 3
10 dhmuis x x X x x x x
e
— Pz o 3 o %orox :

was added 10 reflect Staff's recovtmuendation that i ion reflect
IS4 geographic dissggregation Metropolitan
S mid
$m

Page 10



€10 Chnin x x X X X x x x
= x x X X . x x x X
< Chm x x X x x x x x
>+ 10 Chmaits X x X x X x__x X

< § Clvmdliy ' x X X X X x x x
- ) X _ X X X X X x
<3 Chomuiln X X X X X x x X
= § Clounite x E X X x X X

ST IR [P RS R R (R e | et ]

TRUNKS x x x x x. X X . x
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This metric is il.!l.ﬂrilﬂ. The beld onder interval is
%!!%Ein'gﬁiggig

'iiit"i Held orders dus 10 eni-wser




Aversge Jeopardy Netice foterval & Percestage of Orders Given Jeopardy
Notlee.

"Whea BST cka delersaie i sGVancs (hel 2 comNtiad due date is ia Jopardy & will
prOVilie SEVABOS S0tco 10 the CLEC. There i Ba auivaient BST analog for Average
Joopardy & Percate Ovders Given Jeopardy Notices

1. Average Jooperdy Intervel -nﬁdmamwmm
Servicn Owiex) « (Dute and Time of Jeopardy Ntice)){Nuzsber of Ordioes in
in Reporting Pexiod). .

-3 dehmmhww of Ordars
s Repoxting Puriod.

[ Rapartiag Disswsions: .@__‘
s Amy conceled by the CLEC will be

CLEC

. uacwm amindad f5om this measurement

o  Sems, Regions! and MBA" Lovel o Owiivs hald for CLEC end uewt reasons
Meosth

Averags Jeopardy Notice Interval & Pereenings of Orders Given Joopardy Notice.

O
Averags Intorval of Pereeni Ovdenn bn
Prier Nasificatios Jeapardy
| CLEC
Traia X X
X X
X x
X X
with L. NP X X
L X X
PROVISIONING
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Sisfl Rocoxmnendarion

Servics Quality Measuremonts Exhibit A
Performance Reports
[Fonction, T instalpion Timiiness, Qurliy 8. AEmG
Measement The “perocnt missed appointments™ messare momnilors the reliability of
Overview: BST commitmacis with rgpect 1o commningd dus dates to assure thaet CLECs can

relishly quots expected doc detes to their retail costomer s compared (0 BST, Peroent
Peovisiening Troubics within 30 days of lomaliation measuses the quality and sccracy

[V e——— %w-a&m7mfuan
Methodology: Reporting Periad) 7 (Namber of Ovders Completed in Reposting Perviod) X 100

Percent Missed Installation Appolatments it the perocatage of atal arders processed
for which BST is onable 1o complete the seyviee orders op the commitied due dates. -
AMisned Appointments coused by end-user reasons will be included and reported

scparatsly.

Dafinition: Pescest of orders whoro eostiplotion”s 500 ot domeo by dus dasc. See
“thecinds Simmtions™ for orders not iaciaded in this wessurement

Methudology:

o Mechrpizsd angric Som ordering syawm

2. % Provitioniag Trowhies withia 30 days of Sesvice Ondar Activity = £ (Trouble
opoees an Scrvices tmstallad < 30 days Sllowing service teder(s) comapletion) / (All
Seyvice Owders ia & calendier mantly X 100

Definition: Measures the qualily and sccaracy of completed anders

Mathodology:
Maechanizzd metric from ordering and soaluttannce systems.

. ﬁ“ . Clogmly -ly)

(- 7 ) «  SUFnd Uny Basnas & Sonpauly datifistion cnly)

o BT Agangme o Orion sty @ CLBC - .

¢ Duln Ragiont me LA Lovet . O anselnl wih bywem) o ubaipitrstios vy
L Sy

. L)

s CLEGC Ovie Yumhe o ST OMutomber

s Oviss Suluuimies Due . b Dhupioviony Duse

. Oube Salagnaiay Tima . ol Sulamimion T

* EEaTEm s BT

s S Metie D e SuswNuie Dee

s JulsNotis Tiam s 2ok Mietiee Tinm

> Suadw) Sein *  SuvbelQuier

| ) mnd MERLATY o Sime Dagion snd

Page 16




UNE - Loops WLNP

<1 dicla el dih S jdis <0dkn =i0ckh <ifcks widdm
GEEN  WYOEME 0 N M UED T I BT QAU aE LU W IO M

Ll Intesmuraction
Toks (Toma! Ouly)
UNE Nea Dusigo T
X X x X x X X x
- Tatul
UNE Dasign . :
X x x x x X x x
- Tomd
. Ramale - Resldemce
. 4 X x x xX x x x
« Tl
Ranale - Busiaaes
X x x X x x x x
- Totn}
Rews - Desy X X X X X X ¥ X
- Tatn)
UNE « Lo =L NY
) x Xx X X X x-x
« Total

Pagp 17




Service Quslity w:: Exhibit A
PROVISIONING

1. = Po-Dimpuint Ted Coly
Toin (CLB2 & BAT)
UNE Shas Dusign x x
UME Dwign x x
Sassie', Busidance x x
onsbe - Busioans x x
Tamale - D i E
L « Lawm IO x x
' Sratnil Femibuts 3 x
DO gl Rt x x
Bl 1 . - -
PROVISIONING

Pags 13




Sl Recosgaendetion

Service Quality Mensuremeots Exchibit A
- Performance Reporss
Fuaction: | Coordinsted Cusiomper Comvergioge
Fﬁ%— This categary Mestarcs the SveTage Lime it (lows BST © discennect aa unbundled loop
Overview: from the BST swich and cress comnect it w 3 CLEC'S oquipment. This meatstement
' only applies to survics orders with snd withowt LNP, with and withept INP'2 and where
the CLEC has requested BST % provi’ * ¢ caordinsied cuot-oves
Msssuremens | 1. Avevage Coorimmind Cusiemer Cenwversien tatcrvel = (5 [(Compiction Dete sd
Metbodalogy: Tims fr Cros Cossscaies of s Usbundied Loopiwith-L0IP)- Disconnection
Date sad Time of s Unbundied Loapiati-3309)]] / Totnl Number of Unbundied
Lodp Ovders withANRor the repoxting period.
o  CLEC Specific . Awy cancaled by the CLEC will be
. . i ndmumd.;cmnm
o Stae, Regicen! and MEA Level . - i 3
. of the snbundied lonp ,
¢  Awy evinr whare the CLEC has act requesind
soanliatnd out over
o Ushumiind Loops whare thers is 50 existing
whagriber loop
Deta Rete 1o CLEC D
‘e Repost Month o NoBST Asielog Exis
+ CLBC Onier Numbar ,
e  Ovder Subssission Date
¢ Comeninied Dus Date
+__Seyviet Type

¥ Change seflects Stxfl™s recommensintion that UNEs be disnggregated butween those with INP and without
INP as well 55 with and withent LNP. This is consistant with the PCC Notice of Proposed Rulemaking, where
Whmut&u‘mmhhm

13 M3A was added o relivct $1aiT's recomunsndarion thel geographic Slasgprogaiion refiest Metropolitas
Statistical Arcas. :

Page 19




PROVISIONING

' Change reflecrs Swff's recommendation (hat UNEEs be dlsaggrugnted betwers those with INP and without
INP as well a5 with sad without LNP. This is consiment with the FCC Notice of Propossd Rulemmiing, where
BeliSouth has indicased that the level of product dissggrepation is scceptable

Page 20



Se4 382
08-13-88 09:53AN  FROM CORPORATE AFFAIRS 12‘1‘:67 LEGAL : PO01/023

-—

Siaff Recommenrintion

Sezvies Quatity Mesmmements Exhibic A
- Pexformance Reports

PROVISIONING
TMeamremon | The recsiyt of 8 compistion Sorios by oo BST imforms the camrier (bhal
Overview: thair formal seilstionship with s costomey has begos. This is neaff to the CLEC in that

A uummuwmmmmm.mmmm

mrvice.

Measmrewment | 1. mmm mlTnﬁﬂdeW)
Methodelogy:

m&m«mm)umdmw in
Reporting Metiod)

Definttion: The Complstion Netios Imerwl is B¢ clapssd time bitwosa (e BST
coperted compietion of weck and the iosunnas of 3 velld completion notice 1 te
mmummmn——u

o BST
e  Under Development s NA




Staff Recosunendazion
Service Quality Meaggrements Exhibit A
Parformasce Repons

" MAINTENANCE & REPAIR

0SS

f o - anhﬁpibmhmmhmmm
symem lo cbtsin frou BST'S legacy sysiems the information required 1o
mm«.&mmmmmuma

!mmﬁﬁ"*a%
1. . DSS Imerfece A » (Acual A Avsilability) X 100 |

Definitian: This meaixic shows the pereuntags of tims the 0SS interface is actually
svailabls compared 1 schodulod availabiiity. Availability peroentages for the CLEC
and BST imizrface rysons and for legaey syweem sccewsed by them are captared.

Maothodalogy: Machanized repaets Srom OS5¢

1 088 Responss Iatorval = Acoam Tianss in Jacsusents of Less Than or Egeal t ¢
Seoouls, Gireates Than 4 Seconds St Leas Thas or Sigaat w0 10 Seconds, Loss Then o
Bqual to 10 Seconds, CGreater Than 10 Seconds, or Groster Than 30 Seconds.

Dafiaition: Resposse imisyvals arc detarstingd by subtvacting the time & request is
subamitted fram (e taws the rosps is sosnived. Porenstages of requests falling o
ths cmagories Listed shove are rpneted, slang with (e actun! sumber of reguants
&bmm This sesaswse providss s methed %o compase BST and
mmammmumurmam

Megidviogy; Mochenized repurts frum OSSe_

Pape 22



Exhidii A
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~" " xx_ xL_ x:— xx xfx_ xx—xL xlm %3
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T EEEEEEEEE
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woe x xL wex] sad s xod xd wo s
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Staff Recosunendstion
Service Quality Mossuremeats Exhibit A
Performance Reports

MAINTENANCE AND REPAIR

Mesaremeni |+  This messure ¢ Moshony »ﬂdwmmmacm 1

Ovesview:
Measurement 1. Average Angwer Time nﬂm-ﬂamnmam-
M: mmw/mmdammwm

Mﬂﬁp.Mnmom:mmﬁnnuascm
contact 8 BST represeniative
: Mechanived from Cezaues Axtommtic Call

Page 24




*MAINTENANCE & REPAIR

Stalf Recommendation
Service Quality Massurcments Exhibis A
Perfarmance Reports

i | Mjgged Ropais Appoinuments
‘Meoasxrement Whea 1hs dms Jor this meamare is collected foy BST and & CLEC it can be used 1o
Overview: mhmdwd«mdﬂaﬁmﬁdwmm

Mansuresocat 2. Pescontage of Missed Repuir Appeintanenis
Mewbodology: Resolved by the Quoted Resolution Time and Dute) / (Count of Casomer Trouble
TMW)XIW

Definition: Puundlmﬂsmmd-dh date zad ticnc cormmitied. Nole

Appointment intervals vary with force svailabiiity 1 the POTS exvirvament
sndt Trunk inservals are standard intorval sppointmants of ne gresier than 24 hoors.

Methodology: Mechanized mowric fum malieanace datsbase(s).

= (Comt of Customer +voubles Not

e CLBC Spwcific s Tomiie tichees comssled st the CLBC request

s CLEC Aggregate o RET soshis reparts asociatad with intersal or

» BST Agpregae admisierative pervice

o  Sute, Regional and MREA Lovel

Due Bsspined Rutseing 1o CLEC Expostence: 9 56T Perfwmency

*  Raport Month s  Tapert Menth

o C1EBC Tichat Number e BST Tichu Nasber

o Ticket Sghmission Detc o  Tichet Ssbmissica Dute

s Ticket Submission Time ¢ Tisiet Schmission Tine

s Ticket Completion e  Tichat Complotion Time

® Tickst Compietion Date o Tickes Completion D

¢ Service Type » Swvice Type

o Disposition and Come (N igMcoSpacisl | »  Digpoaition and Caues (Non-Desigaienr Special
only) -ly)

o _Staic Region and A o __Ste Region snd MEAY

Statistical Aress.

* mid
® hid

Page 28
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Service Quality Measurements Exhébit A
Performance Reports

MAINTENANCE & REPAIR

oA — > 1 % 1 x % X

T s e e e —

Townls « Ll .:-E

M — ] I

R et e T s o S e s

LSl

Lons) Bbmuiettion Thmin &0 .

Rond Reasidenee x X x

Lonll Dun x x b

Sl Dy ©° X. i — v X

Nute*®: Custowr Trosbio Raporis suisiod 19 Jntercesmaction Tranks sl Dasign sarvisw we net given sppoinsenats, it ave temdied on &

priovity fient in, Gt wt bumin
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Sialf Reconubendatice
Berformmance Repoets

MAINTENANCE & REPAIR

[Pusction: | Captemes Trowile epent Rass _
SMcaswemmont | This mespue can b nad t catablish the Seguency (aie) of costomer trouble reports

| ond eungloyed 10 compapy ©
Meatarement 1. Custesner Trouble Report - Initial 2n2 Repeatad Trouble Repors in
Msathodology: the Corrent Feriod) / (Number of Service Acosss Lines in Seaviee s End of the Report
' Period) X 100.” Note: Loca) Interconnention Tyunks are reported only a5 :
troubles. .

The Casiounr Trouls Report Rate 10 compuied by accamulating the awmber of
remiting samber of woubie reports xre divided by the Wial mmbder of “service access
lines™ existing for CLECs and BST mspectively 3t the end of the report period.

Definiion: Iuikial and reponiad sustomer divect ar rulirrad troubles coparted witkis ¢
calenday meath (Where canse is not in carvier’ equipment) per 100 Hneg/circuits in

Methodolegy: Machaniand matric far wosble rcpors and $ines In service.

Jr—— —— ——

_Regorting Dimeasions: —

s CLEC Specific T Troabis tickets conceled o the CLEC reguent

+ CQLEC Agprepate o  BET wouble rcpers ammciated with

e BST Aggrogate sdministrative survice

o Stue, Regional and MEA® Level

P t———— - g ‘@ -

s TReport Moath o Rapert Moath

s CLBC Tichex Number o BST Ticke: Naxmber

¢ Tickat Submisgion Duto s  Tichet Submistion Duic

e ' Ticket Subuniseion Time ®  Tichat Selsnimisa Time

e Tickst Completion Time ¢ Tichet Completion Time

o  Ticket Completion Dute » Ticket Completion Date

. e Type » Type

« Disposition aad Cause (Noo-Design/Non-Special *  Disposition and Cause (Nen-Detign/MNes-Special
aly)

3 Sums Region and MRAT > See Ragion wed MEAL
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